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Preparing for the future 
Work Force Preparation program 
offers employees skill development 
L
ook around you and take in the view, because soon it will 
be different. The job you do today, the equipment you 
use to do it and the skills you need to successfully fulfill 
your job requirements will likely be different in the future. 
And how close is the future? Closer than you think. 
Competitive forces are driving us to take stock of all 
the assumptions that traditionally have driven us and the 
way we do business. Traditionally it has taken weeks and 
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many internal contacts to enroll a 
customer. In the future, one person 
working at a single work station will 
take a prospect to a fully enrolled 
customer in one session. The goal: to 
double sales and enrollment capacity. 
Similarly, today's providers have 
about 70 contacts to call for answers to 
a variety of insurance-related issues. In 
the future, they will have a single 
point of contact. And in their offices, 
staff will not need to make a series of 
calls to file a patient claim or deter­
mine coverage, eligibility, benefits and 
medical clearances. In the future, all of 
the information will be available on­
line in minutes. 
As for medical care, our future 
subscribers will benefit from efforts 
to manage and treat diseases more 
effectively. We will aggressively reach 
out to patients who have chronic 
illnesses, such as diabetes and asthma . 
Instead of waiting for them to get sick, we will be proactive 
and give them information on how to prevent disease and 
maintain their health. 
Our business transformation efforts are designing and 
supporting these future service capabilities and enhance­
ments. And now, to prepare a work force capable of imple­
menting these enhancements, we are beginning a Work 
Force Preparation program. 
Charles Scott, vice president of Human Resources­
Reengineering, says Work Force Preparation is a deliberate 
effort to better equip employees with the skills critical to 
future employability. 
"The skills we currently have will not be enough," 
Scott says. "We will need different skills. We will have to 
be excellent communicators and problem solvers. We will 
have to know how to analyze data to evaluate medical 
trends. We will be operating in a team environment where 
the individual will participate in decision making. We will 
need planning skills." 
The Work Force Preparation program is voluntary. 
Participation is not a prerequisite for getting a job in the 
future, nor does participation guarantee future employment. 
But, as many employees already are learning, it is a conve­
nient way to update job skills. 
"We want people to feel good about their skills/' says 
Sophonia Rainey, manager of Organization Development 
and Training (OD&T). "We want them to feel like they're 
marketable not only within Blue Cross, but also outside 
our company. 
"While we don't know the structure or makeup of our 
future work force, we are emphasizing that people need to 
take personal responsibility for their competency level not 
only for us, but also for themselves. If you are a nurse, the 
hospital would not necessarily pay for you to complete 
your continuing education, but you would be responsible 
as a professional to keep up with your field." 
But in BCBSF's case, we are paying for you to update 
your skills. We have budgeted $800,000 this year exclu­
sively to develop and train employees through the Work 
Force Preparation program. The program - a collabora­
tive effort among Human Resources-Reengineering, 
Information Systems and Operations (IS&O), OD&T 
and others - will have two major components: 
•Assessment.You will have the opportunity to take 
about three hours of tests to gauge your basic educational 
competencies in the areas of reading, language and math­
ematics. You also have a chance to examine your knowledge 
of personal computers and key components of Microsoft 
Office applications. Agility with computers is essential, 
because the company is moving from a mainframe 
Assessment 
You will have the opportunity to 
take 3 to 4 hours of tests to 
gauge your basic educational 
competencies in the areas of 
reading, language and 
mathematics. You also have a 
chance to test your knowledge of 
PCs and the full Microsoft Office. 
Agility with computers is 
essential, because the company 
is moving from a dummy 
terminal environment to a full PC 
environment, with Microsoft 
Office as the software of choice. 
continued on page 2 
Training 
After your needs are evaluated, 
you will have the choice of 
enrolling in courses to improve 
your skills. Work Place Education 
courses will be offered on 
weeknights and weekends at 
BCBSF facilities and at other 
community colleges around the 
state. The course of study is 
customized so that you get the 
appropriate skills necessary for 
our environment. 
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Private Business Operations 
staff volunteers for pilot 
J
u dging by the enthusiastic response from those in 
Private Business Operations (PBO), employees are 
willing-in fact eager-to brush up on old skills and do 
what it takes to acqu ire new skills for the workplace of 
the fu tu re. 
Of approximately 1,600 employees in the grou p, 
almost 1,100 signed up  to participate in a pilot assess­
ment of their skills. After a review of their assessment 
resu lts, the participants became eligible 
electronic mail, and other bu siness applications. For the 
PBO pilot grou p, the results were analyzed and retu rned 
by mail to employees' homes, with a recommendation 
that they take one or a combination of courses covering 
these areas. 
Those who decide to improve their workplace skills 
can enroll in a 60-hou r course of study at community 
colleges in Jacksonville and the regions. Work Place 
Edu cation courses will be held at 
to enroll in Work Place Edu cation and 
PC Training cou rses. WHO'S SIGNED UP? 
BCBSF facilities. The course, cus­
tomized specially for BCBSF, is rich in 
information related to ou r indu stry. 
For example, stu dents will not only 
improve their vocabu lary in general, 
bu t also increase their knowledge of 
medical and insurance terminology. 
Mara Tice, project leader for Work 
Place Preparation, says PBO was selected 
as the pilot primarily becau se of its 
eagerness and willingness to participate. 
Tice says PBO "selected themselves. They 
knew we needed to work the bu gs ou t 
and they volunteered to help." 
Number of employees who 
signed up for Work Place 
Education courses: 
The division is also a good place to 
start because of its size as ou r largest 
division. PBO employees service accou nts 
of all sizes, from individuals to large 
corporations, local as well as national. 
Everyone was given the option of 
signing up for Work Place Edu cation 
assessments, PC assessments, or both. 
At the end of May, 742 had signed u p  
for both - 76 for Work Place Edu cation, 
and 261 for PC Training. 
The assessment process began in 
late May. The Work Place Edu cation 
assessment is designed to evaluate 
abilities in vocabu lary, reading compre­
hension and computation. The assess­
ment instru ment is the Test of Adu lt 
Basic Edu cation, a standardized test almost three hou rs 
in du ration. Cou nselors at Florida Community College at 
Jacksonville (FCCJ) shared the resu lts with the test­
takers. To guarantee confidentiality, individual results are 
not revealed to anyone except the test-taker. 
The PC assessment is a 30-minu te self-administered 
checklist, taken on paper. Test-takers are evalu ated on 
their knowledge of Windows 3.1, Microsoft Word and 
environment with du mmy terminals to local 
area networks that use PCs, with Microsoft 
Office as the software of choice. 
"We are using examples from 
variou s jobs within the company so 
employees will have a chance to 
improve their skills within the context 
of their work," Tice says. 
Each of the PC courses is four 
hours, and they can be taken in two 
sessions of two hou rs each or in fou r 
one-hou r sessions. A nu mber of PC 
training vendors around the state will 
offer the training. 
All of the courses are developed 
with an eye toward giving employees 
the skills they need for the fu tu re. Bu t 
in many cases the payback will be 
almost immediate for employees and 
their supervisors. 
"The biggest gain is the boost in 
motivation and morale that comes 
when people feel more confident abou t their personal 
skills," says Tice. "Even thou gh this is intangible, it is 
very important." 
Greg Swift, a su pervisor in the Federal Employee 
program, says employee training is the right way to go. 
"It's a good investment from the corporate standpoint to 
let people find ou t what their skill levels are and to make 
su re they are prepared for the work force of the fu tu re." 
Assessments already have been completed in Private 
Bu siness Operations, and training began in Ju ly. Both 
components of the program are now available company­
wide. Becau se of varying work demands, managers will 
determine when their areas will participate in Work 
Force Preparation. 
Work Force Preparation differs su bstantially from 
previous development programs in ou r company. A 
primary difference is that Work Force Preparation is 
viewed as an employee initiative. Therefore, the training 
is offered on employee time, rather than company time. 
"Work Force Preparation is a 
deliberate effort to equip 
employees with the tools critical 
to the success of the company" 
♦ Training. After you r skill levels in 
Work Place Edu cation and PC skills are 
evaluated, you will have the choice of 
enrolling in cou rses to improve you r skills. 
Work Place Education courses will be 
offered on weeknights and weekends on 
employee time. Courses will be held at 
several BCBSF facilities around the state. 
The course of study, which has been in 
existence for a few years, is customized so 
that you get the appropriate skills neces­
sary for ou r fu ture environment. In addi­
tion, PC courses will be offered by 
specialized training vendors. Courses will 
inclu de an introdu ction on Windows, 
hands-on training in Microsoft Word 6.0, 
and a program called PC Bu siness 
Applications, that will help you u nder­
stand the essential components of a com­
pu ter, the essential applications of various 
In addition to the above activities, some employees 
have been provided a self-assessment tool called "Take 
Charge of You r Fu tu re." Rainey says the self assessor is 
designed as an instrument to raise awareness of the need 
for work force training. "It lays out business transforma­
tion, why we are doing it and the competencies and 
abilities people will need." The tool is self-administered 
so you can determine if and where you have weaknesses. 
Training alternatives are su ggested. 
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software programs and how to use them. Microsoft Excel 
5.0 and PowerPoint will be available for study through 
computer-based training cou rses. 
"People are excited that the company is going 
throu gh this effort to help develop them," Scott says. 
"They are concerned abou t their fu tu re. We've been 
saying that we can't promise you anything, except that 
you need skills for potential employability here as well 
























Survey shows high interest in 
PC education 
E
mployees generally are interested in participating in 
voluntary programs to improve their workplace and 
personal compu ter (PC) skills, according to a company­
wide su rvey. 
Chu ck Frierson, director of Performance Improve­
ment, says the su rvey solicited three kinds of informa­
tion from employees. "First, we were trying to find ou t 
the nu mber of employees interested in enrolling in 
Work Place Edu cation cou rses, what hou rs wou ld be 
convenient and where wou ld be the best locations. 
Second, we wanted to determine the cu rrent exposu re 
to PCs at work, at home or throu gh a school program. 
We also wanted to know what products people worked 
on and what operating systems they use - DOS, 
Windows or OS/2." 
In addition, Frierson says the survey sought to gauge 
interest in bu ying a home compu ter if BCBSF could get 
employees a discou nt on the product and software. 
Abou t 55 percent of the respondents say they are 
likely to participate in voluntary work place edu cation 
programs. The programs are designed to improve 
employees' skills in reading, writing and computation. 
The su rvey also shows that 59 percent of employees are 
interested in PC skills training. 
The survey results su ggest that convenience is an 
issu e for workers. Asked if they wou ld participate in 
the training program if the training were offered after­
hou rs at the worksite, 71 percent say they wou ld. 
Almost 50 percent indicate their participation cou ld be 
hampered by personal commitments su ch as day-care 
Eye on the future: 
arrangements and other 
family obligations. 
Employees also were 
asked if they would con­
sider bu ying a personal 
compu ter if BCBSF cou ld 
arrange discounts on the 
equ ipment. Abou t 10 
percent say they would. 
Another 10 percent say they 
are planning to u pgrade 
their own PCs. 
Gabe Hamda from 
Hu man Resou rces­
Reengineering compiled 
the survey data. He says 
the next step is to consider 
how best to structu re 
training programs to meet 
employee needs. 
A representative 
sample of 1,874 employees 
received the surveys in 
May. Almost half 
responded, which is consid­
ered a high response rate. 
Another 40 employees 




Employees generally are interested in 
programs to improve their workplace 
and personal computer skills. 
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to validate the conclusions and deepen knowledge of 
employee attitu des. 
Employees support training 
opportunities 
S
ome are motivated by a desire to prepare themselves 
for the fu tu re, others by the chance to establish 
themselves on a new career path. The desire to learn 
new compu ter skills at no expense is often a factor. 
Employees indicate they have many reasons for 
participating in the Work Force Preparation program. 
Whatever their motivation, most are pleased with the 
convenience and cost-free featu res of the program. 
"The convenience has really opened up  a lot of 
opportunity to those who ordinarily wou ldn't have been 
able to do this, especially those with kids," says Greg 
Swift, a supervisor in the Federal Employees program. 
"You have to worry about day care and finding the 
balance. With this, employees can extend their workday 
a few extra hou rs and still meet the office needs as well 
as family needs." 
Helen Jenkins, a customer service representative, 
agrees. "In everyday life, you have to take care of you r 
basic needs for su rvival and you kind of pu t the educa­
tion part on hold. So this is a good thing. " 
Swift says that job security probably is on everyone's 
mind. "We ju st had an occu rrence of realignments. From 
that, everyone has to look into their toolbox to make su re 
they are prepared for the fu tu re. I think before it's over, 
all of my team will want to make su re they have the 
necessary skills to compete effectively." 
Laurie Pardu e, an operations analyst, agrees job 
secu rity is a factor. But she and others emphasize they 
are not motivated by fear or anxiety when they signed 
up  for the assessments. Rather, they see Work Force 
Preparation as an oppc;>rtunity to seize the initiative. 
"You can't be assu red that you will keep what you 
have," she says. "Some positions might go away, bu t new 
ones will open up. And if you haven't worked on you r 
skills, you may not have an opportu nity." She says Work 
TOOLS YOU'LL NEED IN THE FUTURE 
Force Preparation will give 
her a chance to see where she 
stands and what skills she 
needs to work on. 
Michelle Rossman, a COMMUNICATE & 
COORDINATE WITH OTHERS 
THROUGHOUT THE 
ORGANIZATION 
cu stomer service representa­
tive, says she views the 
training as an opportunity to 
diversify. "I'm interested in 
doing something new. I've 
been in the same position for 
three years and I've gone 
pretty mu ch as far as I can 
go. Hopefu lly this will help 
my career pathing.'' 
I I I I I I I I
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Debbie Magnuson, says 
many of the skills people will 
be learning du ring the 
training will pu t them in 
good stead for the fu tu re, 
wherever they end u p  
working. "A lot of jobs are 
focusing on PC skills. 
Customer service is also a 
real big plus, as well as 
knowing how to interact 
with people." 
What other skills do 
participants hope to learn? Flexibility says Rossman. The 
ability to analyze a situ ation, says Jenkins. 
"This is a great help for anyone who needs to focu s 
on exactly what they are doing in the fu tu re," says 
Pardu e. "I think it's a great thing for Blue Cross to do." 
r-A 
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Following is a brief 
description of the PC 
courses offered: 
• Windows 3.1 
will show you how to 
navigate the popular 
Windows operating 
environment. By the 
end of the course, you 
will know how to use 
a mouse and operate 




• Microsoft Word 
6.0 is one of the more 
popular word processing 
programs on the market. 
You will learn how to 
create, edit and format 
text. By the course's conclusion, 
you will be creating attractive, 
professional-looking documents. 
(4 hours) 
• PC Business Applications 
will help you understand the 
essential components of a 
computer and the business 
applications of various software 
programs and how to use these 
to perform your job. 
Learn new computer skills 
through free training program 
I
f you feel like the personal computer generation has 
passed you by, here's a chance to catch u p  and merge 
into the fast lane. 
The Work Force Preparation program will be 
offering all employees a chance to develop the skills to 
make them proficient in variou s Microsoft Office 
software in a Windows environment. 
"The reengineering of the business is going to 
move the corporate computer applications to a 
client server environment," says Chu ck 
Frierson, director of Performance 
Improvement. "This will require the u se 
of PCs rather than dummy terminals." 
PC training initially will be 
available through courses Monday 
through Thu rsday nights and 
Saturday mornings. Courses are 
scheduled to start this month for 
those participating in the Private 
Business Operations pilot and later 
for others in the company. All 
participants will be placed in the 
appropriate cou rse based on the results 
of a pre-course assessment - a short test 
of less than one hour. 
The courses are designed primarily as a 
classroom-delivered program with qu alified 
instru ctors for 12 participants per class. Courses will be 
offered by local training vendors, depending on the 
nu mber of employees participating. 
BCBSF will pay the cost of instruction and materials. 
Marie Beckham, technical training consultant, says the 
vendors have offered substantial discounts to ou r com­
pany. These courses typically cost about twice what 
BCBSF pays by pu rchasing in volume. 
For those who do not want or cannot take classroom 
instru ction, Beckham says there are computer-based 
training programs that employees may soon access from 
any BCBSF-networked computer, or from PC learning 
labs we are establishing. "These modules also can be 
u sed as refresher cou rses. They allow self-paced study, 
and each module takes about one hou r to complete. " 
Beckham says BCBSF is also working on negotiating 
volume discounts on PCs so employees can buy them at 
• Other Microsoft 
applications, such as Excel 
5.0 and PowerPoint are 
available for study through 
computer-based training 
courses. 
reduced rates. If the negotiations succeed, employees will 
be able to have their PC delivered to their homes, fu lly 
equipped and ready to u se. 
Another possible component of the PC pu rchase 
program is low-cost financing for those who find the cost 
of a computer prohibitive. 
Frierson says encouraging computer ownership is 
good for BCBSF and employees. "Our concern is that we 
might give PC training today, but if you don't u se it in 
the work environment for six months or a year, how 
much of the knowledge will you retain? If you have 
access to a computer at home, you can continually bru sh 
up  your skills. " 
Following is a brief description of the courses 
offered: 
■ Windows 3. 1 will show you how to navigate the 
popular Windows operating environment. By the end 
of the course, you will know how to use a mouse and 
operate all the supporting fu nctions for Windows­
based produ cts. 
■ Microsoft Word 6.0 is one of the more popular 
word processing programs on the market. You will learn 
how to create docu ments and edit and format text. By the 
cou rse's conclusion, you will be creating attractive, 
professional-looking docu ments. 
PC Business Applications will help you u nder­
stand the essential components of a computer and the 
business applications of various software programs and 
how to u se them to perform your job. 
Other Microsoft applications, su ch as Excel 5.0 and 
PowerPoint, are available for study through ou r com­
puter-based training cou rses. 
• •••••••••••••••••••• 
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: To get up-to-date information : 
: on the Work Force Preparation . : 
: courses, call the OD&T : 
: Information Center. Jacksonville : 
: employees can call extension 16376. : 
: If you're calling outside of : 
: Jacksonville, call : 
: 1-800-333-9797, extension 16376. l '::  . " " .  . 
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